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Delivery of Data via the eBridge Integration Portal 
 
Data will be received via an agreed means and will be delivered to a Trading Partner system or 
agent (i.e. Value Added Network).  Equally, the data may be routed in the reverse direction.  In 
either case, the data may be subject to a series of translation, conversion, validation or other 
operation as determined by our “Data Integration Model”. 
 
All data received by the Service will be processed.  The Service will not exclude or ignore data 
on any basis. 
 
The service will provide the following standard processing commitments: 
 

• 95% of all data will be translated and transferred from the translation server within 30 
minutes of receipt onto the service 

 
• 99.5% of all data will be translated and transferred from the translation server within 120 

minutes of receipt onto the service 
 
The above service level commitment is subject to a maximum limit on any individual data file of 
25 Mbytes and a limit of 25 Mbytes of data per client in any one-hour period.  Any individual 
file exceeding 25 Mbytes and any files processed within a one hour period where the total data 
volume exceeds 25 Mbytes will not be considered an exception if processing times exceed the 
stated commitments above. 
 
Monitoring of this service level excludes any data rejected due to data errors and delays 
introduced due to scheduled system maintenance. 
 
 
Operational System Availability for the eBridge Integration Portal 
 
The system will be available 24 hours per day, 365 days per year with a target availability of 
99.9%, excluding scheduled maintenance periods. 
 
eBridge Integration Portal maintenance is scheduled weekly during the following periods: 
 

• Thursdays 17:00 – 20:00 (EST)  
• Sundays 08:00 – 12:00 (EST) 
• Nightly processing 00:00 – 01:00 (EST) 
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Help Desk 
 
eBridge Software, Inc. will provide Help Desk services to handle client requests relating to the 
status of messages transmitted via the service and to act as a Single Point of Contact (SPOC) for 
resolving any problems encountered with the service. 
 
The Help Desk will: 
 

• provide support to clients and trading partners in English 

• be dedicated to supporting the current client base and will be familiar with each client’s 
requirements 

• be available via support@ebridgesoft.com from Monday to Friday 09:00 until 17:00 
hours (EST time), and from Monday to Friday 07:00 until 09:00 hours and 17:00 until 
21:00 hours via afterhours@ebridgesoft.com excluding Canadian holidays (can be 
provided upon request) 

• be supported by a technical team which has an in-depth knowledge of the software 
environment 

 
The Help Desk will be responsible for: 
 

• monitoring the system to identify any failures, data errors or degradation in service level 

• notification of such errors to client organizations 

• responding to system or data failures in order to restore normal service at the earliest 
opportunity 

• answering data related questions from clients 

• re-queuing or retransmitting data as required 
 

Support is available as per the following table: 
 

eBridge Software, Inc. 

Level 1 Single Point of Contact Help Desk 
Monday-Friday 09:00-17:00 EST 

Business: 905-631-8057 
Fax:  905-631-8811 
E-mail:  support@ebridgesoft.com 

Level 2 After-Hours Support E-mail:               afterhours@ebridgesoft.com 

Level 3 
Natalie Beauchamp 
Manager, Support Services 
eBRIDGE Software, Inc. 

Business: 905-631-8333, ext 227 
Fax:  905-631-8811 
Cellular: 905-599-1039 
E-mail:  nbeauchamp@ebridgesoft.com 
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mailto:afterhours@ebridgesoft.com
mailto:support@ebridgesoft.com
mailto:afterhours@ebridgesoft.com
mailto:nbeauchamp@ebridgesoft.com
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Help Desk - continued 

The Help Desk will endeavour to address client requests (phone, e-mail, fax) within the targets 
detailed below.  For client requests logged outside normal Help Desk hours, the Help Desk will 
address the following business day. 
 

Priority Description Target Period 

1 Major fault – production system down Within 2 business hours 

2 Medium fault – impact on service performance Within 4 business hours 

3 Minor problem – client inconvenience Within 2 business days  

4 Limited impact – work around may be acceptable Within 1 business week  

5 Desirable feature / enhancement Reviewed monthly  
 
 
Data Errors (Bypasses) 
 
Data will be flagged as an exception and fail the translation and/or mapping process for one of a 
number of reasons.  The following are the most common: 
 

1. EDI data does not meet specifications set by a governing body (e.g. UN, ANSI, ASC). 
 
2. Application data does not include data required to create EDI as per specifications set by 

a governing body. 
 

3. Data formats have changed, requiring a change to a map. 
 
 
Additional Services 
 
Additional services provided with the eBridge Integration Portal include: 
 

• E-mail notification – when inbound data is present for pickup in your Integration Portal 
mailbox an E-mail notification is sent to the designated E-mail address 

 
• Data Archive – all sent and received data is stored on-line to facilitate queries and re-

submission. 
 

• Reporting – online reporting which is available at 
https://www.ebridgesoft.com/ebnet/eBridge/login.aspx using your specific username and 
password credentials for the eBridge Integration Portal 

 
 
 
This document is intended for informational purposes only. Please refer to the following links for eBridge Contract 
Information: 
Software License Agreement 
Professional Service Agreement 
Subscription & Support Agreement 

https://www.ebridgesoft.com/ebnet/eBridge/login.aspx
http://www.ebridgesoft.com/agreements/license.pdf
http://www.ebridgesoft.com/agreements/service.pdf
http://www.ebridgesoft.com/agreements/Subscription.pdf

